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ABSTRACT 
Although a considerable amount of research has contributed to our understanding of the underlying causes employee 
deviance targeted against organisation and directed against individual internal to the organisation (i.e., co-workers, 
supervisors, and subordinates), there is a paucity of research examining the antecedents of deviant workplace 
behaviours that are specifically tailored to the occupation, industry, organization or its stakeholder (s) under 
investigation. To address this lacuna in the literature, the current paper proposes a conceptual framework for 
examining the relationship between perceived workload, job dissatisfaction, and customer-directed deviant workplace. 
Specifically, the paper proposes to examine job dissatisfaction as a fundamental mechanism through which perceived 
workload explains the likelihood for hotel employees to exhibit deviant behaviours directed against guest. 





Research indicates that deviant workplace behaviour (DWB) is costly to organizations. For example, deviant 
workplace behaviour has indirect costs to organisations, in terms of reduced labour productivity (Bowling & Gruys, 
2010; Johnson, 2009), lowered organizational commitment (Gardner & Johnson, 2001), increased turnover (Namie, 
2007), and damaged  organizations‘ growth and profitability, among others  (Lee & Ok, 2014). Deviant workplace 
behaviour is largely studied according to whether such behaviour is targeted against employing organisation, its 
members, or both (e.g., Arthur, 2011; Berry, Ones, & Sackett, 2007; Hastings & O‘Neill, 2009; Henle, Giacalone, & 
Jurkiewicz, 2005; Hollinger & Clark, 1982; Lim, 2002; Mulki, Jaramillo, & Locander, 2006; Salgado, 2002; 
Shamsudin, 2003). 
 
While a considerable amount of research has contributed to our understanding of the underlying causes employee 
deviance targeted against organisation and directed against individual internal to the organisation (i.e., co-workers, 
supervisors, and subordinates), there is a paucity of research examining the antecedents of deviant workplace 
behaviours that are specifically tailored to the occupation, industry, organization or its stakeholder (s) under 
investigation. However, notable exceptions are the study by Van Eerde and Peper (2008) and a recent study conducted 
by Hunter and Penney  (2014) The former considered the link between attitude towards management, demographic 
characteristics (e.g. gender; education; tenure), and deviant service behaviour among cinema employees. Whereas the 
later examined emotion regulation strains as mediator between customer stressors and customer-directed CWB among 
restaurant and bar employees.  
 
Furthermore, research also indicates that service employees‘ deviant behaviours, such as deliberately neglecting 
customers, playing a mean prank on customers and acting rudely or indicting frustration on customers are more 
prevalent in the hospitality industry than generally conjectured (Harris & Ogbonna, 2002, 2009). Given this, the 
purpose of this study is to contribute to the body of knowledge by proposing a study on the relationship between 
perceived workload, job satisfaction, and guest-directed deviant workplace behaviour. 
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Deviant workplace behaviour  
 
Although the deviant behaviour construct has gained a lot of momentum for several decades now, literatures indicate 
a lack of agreement regarding not only the terminology used, but also the definition offered of what is considered to 
be a similar construct (Robinson & Bennett, 1997; Shamsudin, 2006). For example, researchers have assigned 
different names to the DWB construct including, antisocial behaviour (Giacalone & Greenberg, 1997), delinquency 
(Hogan & Hogan, 1989), employee theft (Greenberg, 1990; Hollinger & Clark, 1982), workplace sabotage (Analoui, 
1995; Harris & Ogbonna, 2006), organizational revenge (Bies, Tripp, & Kramer, 1997), workplace incivility 
(Andersson & Pearson, 1999), workplace aggression (Baron & Kenny, 1996), worker resistance (Thompson & 
Ackroyd, 1995), and cyberloafing (Lim, 2002). Although different terminologies are used, using different theoretical 
perspectives, organizational behaviour researchers apparently agree that such behaviour could bring harm to both 
individuals and organization (Shamsudin, Chauhan, & Kura).  
 
In an attempt to understand the underlying causes of DWB, several factors have been proposed as antecedents of 
deviant workplace behaviour. To date, some of the organizational factors that have been studied in relation to deviant 
behaviour at work include perceived organizational justice (Aquino, Lewis, & Bradfield, 1999; Colquitt, Conlon, 
Wesson, Porter, & Ng, 2001; Near & Miceli, 2013; Shao, Rupp, Skarlicki, & Jones, 2013), perceived organizational 
support (Eder & Eisenberger, 2008; Ferris, Brown, & Heller, 2009; O'Reilly & Chatman, 1986), psychological 
contract breach (Bandura, 1977, 1982; Jensen, Opland, & Ryan, 2010; Restubog, Bordia, & Tang, 2007; Zhao, 
Wayne, Glibkowski, & Bravo, 2007), and perceived organisational control (Kura, Shamsudin, & Chauhan, 2013). 
Despite the aforementioned empirical studies, literatures indicate that lack of studies on the link between perceived 
workload and guest-directed deviant workplace behaviour. However, as mentioned earlier,  notable exceptions are the 
study by Van Eerde and Peper (2008) and a recent study conducted by Hunter and Penney (2014). Hence, the present 
study will be significantly different from the work of Van Eerde and Peper (2008) and  Hunter and Penney  (2014) in 
the following ways. Firstly, Van Eerde and Peper‘s (2008) work mainly considered the link between attitude towards 
management, demographic characteristics (e.g. gender; education; tenure), and deviant service behaviour among 
cinema employees. Whereas Hunter and Penney‘s (2014) work examined emotion regulation strains as mediator 
between customer stressors and customer-directed CWB among restaurant and bar employees. 
 
Perceived workload and DWB 
 
Workload has been defined as the amount of effort and attention, both physical and mental that an employee must 
provide in order to attain a given level of performance at work (Gartner & Murphy, 1979).  Prior research has 
established positive associations between perceived workload and various forms of DWBs (Tucker et al., 2009). 
Specifically, Tucker et al. (2009) showed that soldiers who perceived their workplace to be stressful in terms of 
increased work overload were more likely to commit indiscipline. Miles, Borman, Spector,  and Fox (2002)  reported 
that workload correlates positively with counterproductive work behaviour  (r = .21), in the context of South Florida,  
United States. Similarly, in a recent study, Fida et al. (2014) found that workload has a positive correlation  with 
counterproductive work behaviour  among Italian working adults. The aforementioned empirical contributions, lead to 
the following proposition: 
 
Proposition 1: There will be a positive relationship between perceived workload and guest-directed DWB. 
 
Job (dis)satisfaction and DWB 
 
job satisfaction has been defined as ―a pleasurable or positive emotional state resulting from the appraisal of one‘s job 
or job experiences‖  (Locke, 1976, p. 1304). From a conceptual point of view, Mount, Ilies, and Johnson (2006) noted 
that individuals who have negative feelings towards their job or job experiences are  
more likely to engage in deviant behaviour at work. This conceptual argument is also supported by social exchange 
theory (Blau, 1964). According to social exchange theory, individuals who are less satisfied with their jobs in terms of 
performance based rewards, operating procedures relationship with coworkers, nature of work, as well as 
communication are more likely to engage in deviant behaviours at work. In line with the principle of social exchange 
theory, Nasir and Bashir (2012) reported a significant positive relationship lower job satisfaction and  workplace 
deviance. These authors concluded that lower job satisfaction is an important factor responsible for deviant acts among 
employees of different government organizations in Pakistan. In a recent study, Alias, Rasdi, Ismail, and Abu-Samah 
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(2013) reported a significant and positive relationship between dissatisfaction workplace deviance behaviour among 
429 support personnel in Malaysian public service organizations. Therefore, the following proposition is advanced: 
 
Proposition 2: There will be a negative relationship between job satisfaction and guest-directed DWB. 
 
Job dissatisfaction as a potential mediator between perceived workload and DWB 
 
As mentioned earlier, to better understand the relationship between perceived workload and  guest-directed DWB, a 
proposed mediation model, with job dissatisfction ought to be developed and  tested. Given the relationship between 
perceived workload and DWBs (Fida et al., 2014; Tucker et al., 2009) as well as the relationship between job 
satisfaction and DWBs (Alias et al., 2013; Nasir & Bashir, 2012), it is logical to argue that job dissatisfaction might be 
a fundamental reason why perceived workload predicts deviant behaviour at work. Furthermore, because 
employee attitudes are considered to be immediate predictors behaviour (Ajzen, 1991) this paper proposes that 
job dissatisfaction might be a potential mediator  between perceived workload-DWB  relationship. Therefore, 
based on the above empirical evidence and social theories described previously, the following proposition is 
advanced: 
 
Proposition 3: Job dissatisfaction will mediate the relationship between perceived workload and guest-directed DWB. 
 
Proposed research framework 
Building on the foregoing empirical evidence and theoretical perspectives, this paper proposes a conceptual 


















Figure 1: Conceptual framework to understand the potential mediating role of job dissatisfaction on the relationship 





The preceding discussion has proposed perceived workload as an antecedent of guest-directed DWB, with job 
dissatisfaction as a potential mediator of this relationship. The next important stage is to carry out an empirical 
investigation towards validating the proposed framework illustrated in Figure 1. Such a scientific inquiry is 
particularly important given the significant cost of guest-directed DWB to hotel organizations. Thus, by applying 
social exchange theory, one is able to see to what extent do perceived workload and job dissatisfaction explain guest-
directed DWB. This in turn can help hotel organisations to minimize the negative impact of deviant behaviour at work, 
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